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I 


Introduction 


This  report  is  an  analysis  of  the  Digital  Equipment  Corporation  systems 
Bser  base,  providing  a  detailed  analysis  of  those  users'  attitudes  toward 
iS3kA^pmtywgkmmom^tPi0  m  m  altenfflttve  to  maaudi^iffra^siqiplkd 
service  (in  this  case,  DEC).  In  addi&m,  tihis  study  anal^s^  cmrait  usage 

of  third-party  maintenance,  including  usage  of  Control  Data 
Corporation's  (CDC)  own  activities  in  the  DEC  equipment  market.  In 
this  fashion,  the  study  hopes  to  provide  both  a  comparison  of  DEC  serv- 


Me^iodology  input  identified  and  surveyed  210  users  of  DEC  systems,  using  the 

qoes^ilinitokattBd  in  Appendix  A  at  d^eiift  <^t^^^ 
«irvi^»X8      io^iK^  to  coo^ 

official,  and,  in  taost  cases,  the  respondait's  title  was  Data  Processing 
Manager  or  (Computer)  Operaticms  Mani^^.  Each  interview  lifted 
i^proximately  thirty  minutes. 

Esbibgtel*!  piowides  ft  liadod^^ 

used.  INPUT  identified  these  products  as  key  TPM  targets,  both  on  the 
grounds  of  their  installed  base  and  on  the  basis  of  their  expected  installa- 
tion growth.  It  was  assumed  that  peripheral  service  satisfaction  and 
o|)poitunity  woidd  be  comparatde  to  tliat  of  systenss. 

At  Ae  end  of  the  surveying  process,  each  interview  was  reviewed  and 
then  entered  into  a  dBASE  III  data  base,  aUowing  further  osmipuladoa  of 
the  sample  into  the  following  subcategories: 
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•  DECusa^^oi«cdv6dt]»iTservi^froixiDEC(analyzedmchap^IV). 

•  DEC  users  who  received  their  service  from  third-party  maintainers  (ana 
lyzed  in  chapter  V). 

•  DEC  iis^  who  recdved  tteir  service  from  CDC's  Uiiid-pjoty  i^^e 
organizaticHa  (analyz^l  in  c^i^Mo:  VI). 

•  DEC  users  who  receive  their  third-party  support  from  TPMs  other  than 
CDC  (analyzed  in  chapter  VII). 

An  analy  sbs  of  ibc  eaiiie  i^EOOfte  oi  DEC  users  is  provided  in  chapto*  m 

for  comparison  piuposes.  Exhibit  1-2  provides  a  breakdown  of  this 
sample  by  the  previously  discussed  sources  of  service. 

Tb&  report  ccmcludes  wift  a  set^  tsi  (^jservations  about  the  DEC  TPM 
user  cc»i^(Stitiine  trnkmnamu  leading  to  i«c(Him^»iatic«is  for  cmitinued 
growth  in  ttmt  ttmkeL 


EXHIBIT  1-1 


SAMPLE  BY  PRODUCT  SERVED 


PRODUCT 


NUMBER  OF 
INTERVIEWS 


Micro  VAX 


55 


PDPll/XX 


29 


VAXII/7XX 


96 


VAX  8XXX 


28 


Disk  Drives 


2 


TOTAL 


210 


2 
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SAMPLE  BY  SOURCE  OF  SERVICE 


SOURCE 

NUMBER  OF 
INTERVIEWS 

1 VJ  1 AL 

SAMPLE 
(PERCENT) 

DEC 

1^ 

77.2 

Third  Party 

41 

19.5 

* 
* 

CDC 

13 

6.2 

Other 

28 

13.3 

7 

3.3 

TOTAL 

210 

100.0 

4.  '  -J> 
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Executive  Summary 


This  clmpisit  is  ^^Hured  m  pc&e^un&m  fmam  to  quickly  summmze  the 
main  findings  of  the  study  and  to  facilitate  the  prepmd^  i^pxaamdon 
materials  from  this  report.  Each  main  pcrint  is  covered  in  an  exMUt  along 
with  an  accompanying  text 

Ttie  EHgital  Equipmeait  Cofpraittion  (DEC)  semse  nualB^  is  m  iiKaeas- 
ingly  a»^f}^t»re  ou^QBt  &sr  ^kd-party  maintmmice  (TSM)  <a-ganiza- 

tions  as  more  and  more  TPM  vendors  are  attracted  to  the  expected  DEC 
product  shipment  growth,  particularly  in  the  new  VAX  8XXX  line.  The 
leading  TPM  vendor  active  in  that  market.  Control  Data  Corporation 
(CDC),  has  engaged  BSKJT  Id  amipm  iibm  market,  both  in  temis  of 

A  

la  1987,  the  total  U.S.  customer  service  market  totalled  $17.3  billion,  of 
whicb  tfakd-poi^  iiBtintnian(«  (TPM)  venders  aoxmnted  for  $2S  W&m. 
Exhibit  U'l  hmks  down  this  market  in  to  "hard"  services  (|»edc»ninandy 

hardware  maintenance  but  also  including  product  refurbishment  and 
"fourth-party"  maintenance  activities)  and  "soft"  services  (which  include 
the  smaller  but  fast  growing  service  areas  of  software  support,  leasing, 
pmfy^xmBl  SNms^  edua^cml  senmxs,  and  instaliaticmsAtesnstaUa- 
tic»is). 

TPMs  have  traditionally  been  most  involved  in  hardware  maintenance, 
leading  to  a  "hardware-only"  reputation  with  most  users.  This  perception 
has  limited  TPM  suo^s  in  eiqianding  mto  hijgh-giDwA  markets  ^h  as 
sctftware  suppoft  mA  pxs^sskfosl  sappon  areas  (such  as  planning  and 
omsulting). 


TTM  Market 

Forecasts, 
1987-1992 
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Recoitly,  a  number  of  factors  have  encourage  TTMs  to  ^ed  Ais  vm§R 
and  expand  their  service  offerings.  First,  improved  hardware  reliability 
and  increased  pricing  competition  from  manufacturers  have  decreased  the 
margin  potential  of  hardware  maintenance.  Second,  users  have  increased 
pressuze  on  all  servii^  voxtots  i&  mcsam  and  ianpsmt  mm-^scdwat 
service  areas,  pfftlculMy  saimnm  si^ppcst  and  mtwoa±  services. 


EXHIBIT  11-1 


TPM  MARKET  FORECAST 
1987-1992 


$  MILLIONS 

TPM  MARKET 

1987 

1992 

AAGR 

"Hsoif  Sarvii^ 

1970 

3640 

13 

"Soft"  Service 

565 

1324 

19 

TOTAL  TPM 

2535 

4964 

14 

B 


TPM  Selection 
Criteria 


In  the  past,  TPMs  used  two  strategies  in  their  attenop^  to  disi>lace  the 
manufacturer's  service  organization: 


•  CKBbfing  a  sdlSckady  lUtractive  disccHint,  uiniaUy  15  to  25%  wimt 
the  manufaoitfer  charged 

•  Offering  to  service  most,  if  not  all,  of  the  equipment  at  tte  user's  site, 
regardless  of  who  manufacturered  it. 

These  strategies  worked  well  until  manufacturer  became  nK»e  ccnqieti- 
tive  in  their  pricing  levels,  combined  with  increased  competition  from 
other  TPMs.  In  addition,  manufacturers  themselves  began  to  service 
peripherals  manufacturered  by  others  but  attached  to  their  systems. 
Bmoe,  the  *'wtitd-sko^*'  advaa^ge  be^^ame  1^  a  £i^or  In  d»  s^ectim 
(^TFMs,  mm  the  maaufactiBim  vmt  now  beccaning  TPMs. 
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Exhibit  n-2  indicates  that  usors  chcx)se  a  TPM  on  samm  quality  factors, 

such  as  vendor  reputation,  response  time,  and  the  related  geographic 
proximity.  The  abihty  to  service  mixed- vendor  systems  is  only  ranked 
fourth  (of  eight  factors  tested),  and  price  of  service  was  ranked  only  fifth 
(with  a  ming  of  7.0  m  a       of  10). 

These  factors  reflect  the  growing  expectations  that  prospective  TPM 
users  have  regarding  service  alternatives.  TPMs  will  need  to  recognize 
these  expectations,  and  emphasize  their  relative  service  strengths  rather 
than  competing  simply  aa  tihc  ba^  c€  pk». 


EXHIBIT  11-2 


TPM  SELECTON  CRITERIA 


RANK 

REASON 

IMPORTANCE 
1    23456789  10 

1 

2 
3 
4 

Vendor  Reputfdion 
Irrproved  Re^^ponse 

1     1     1     1     1     1     1     1     i  1 

y/////////////////A-^ 

Geogrsphie  ProximKy 
Service  Mixed  -  Hardware 

^^^^^^^^^^^^^  7.6 

c  

Future  Use  of  TPM       Continued  TPM  growth  can  be  expected,  as  reflected  by  this  sample  of 

DEC  system  users.  Exhibit  II-3  shows  that  of  the  57  DEC  users  who 
answered  the  question  (all  41  of  the  TPM  service  customers,  along  with 
16  DBC-^i^plbfl  KN^p^od^ts),  26%  expet^  to  inat«ase  their  use  of 
TPM,  and  anoAo*  63%  felt  that  they  wcKild  at  least       ^hr  usage 
cc»ii^ant 

Whai  the  DEC  service  customers  are  taken  out  of  this  sample,  the  picture 
beccmies  evra  more  optmiistic,  as  48%  of  die  le^xniding  IPM  users 
expect  K>  increase  their  usage  while  only  8%  expect  to  decrease  their 
usage. 
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A  number  o£  fact(»s  may  affect  these  exp«^ti<»is,  however.  Hiis  par- 
ticular sanqpde  ctf  17M  users  was  relatively  satisfied  wiA  flidr  current 

service  performance.  However,  TPM  user  requirements  for  service  are 
increasing  at  a  rapid  rate,  particularly  for  non-hardware  maintenance 
services.  TPMs  will  need  to  address  these  growing  expectations  or  face 
inomedprice-coDop^icm  £k^  mamtfactinm  who  are  already  active 
in  these  ^eas. 


EXHBIT 11-3 


FUTURE  USE  OF  TPM 


DECRE^E 
11% 


SAMPLJE-57 


D 


Competition  Heats 
Up  in  DEC 
Market 


Ifisioria%»  di«  DEC  i^ppocmt  mioket  has  be^  a 
IPMs^ee  IMC  bm  hmsd  heavily  cm  VARs  mA  C«her  outside  distrilMi- 
tors  to  penetrate  new  accounts.  DEC  went  as  far  as  to  allow  these  dis- 
tributors to  "bundle"  in  non-DEC  peripherals  onto  DEC  systems  if  the 
non-DEC  peripherals  could  improve  the  chances  of  making  the  sale. 
Ttese  "mixed-shop"  ates  hscasaa  pnmt  searvice  targets  fcH*  TPMs. 

Even  though  DEC  now  attempts  to  win  back  this  business  by  discourag- 
ing the  use  of  non-DEC  peripherals  and  by  offering  its  own  limited  third- 
party  service  (on  selected  peripherals  attached  to  DEC  systems),  TPM 
intraest  m  DEC  ^tes  is  at  a  new  high,  as  a  result  of  the       growth  of 
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both  DEC  systons  and  the  particalar  maikets  (si^enmnio^npitCT  aiul 
svp&t  nucFOcomputa')  that  DEC  comfits  in. 

CDC  is  a  leading  participant  in  that  marketplace,  offering  service  on  an 
extensive  list  of  DEC  peripherals  and  systems,  including  the  newest  line 
oiYAK^XKXsB^pemms.  CDC  also  o^isnded  this  (»mrafe  to  include 
third-party  sw^^ott  fsi  DEC  so^waro — the  first  va&yx  player  to  annoimce 
smh  apian. 

Not  surprisingly,  CDC  was  most  represented  in  this  sample  of  DEC 
sys^sm  nsets.  GDC  was  also  comuSased  msm  aibexi  as  a  TPM  by  respon- 
dent k>wevar,  GB  is  staxtiag  to       its  pre^iK»  known  as  a  majcxr 

player  in  that  market.  It  should  be  of  some  comfort  that  CDC  has  far 
outstripped  its  competitors  in  the  number  of  sales  contacts  in  the  last  year, 
keeping  CDC  in  the  leader's  position. 


EXHIBIT  11-4 


TPM  COMPETITIVE  ENVIRONMENT 


TPM  VENDOR 

USERS  IN 
SAMPLE 

TIMES 
CONSIDERED 
BY  USER 

SALES 
CONTACTS 
PAST  YEAR 

CDC 

13 

27 

33 

GE 

3 

20 

11 

kAdDormeli 
Dougtiffi 

2 

5 

7 

TRW 

2 

4 

5 

E 


Stratet^ic  Directions      The  TPM  market  is  at  the  crossroads  of  its  existence.  Manufacturers 

&  ____ 

for  Continued  Growth  have  placed  pressure  on  TPMs  witii  extraided  warranties,  aggresave 

discount  plans  (eg.  IBM's  CSAX  and  increasingly  complsbs  service 
c^erings  that  iiK;liule  multi-vGrkk»'  siq)poit  covoage.  In  additicm,  a 


2X300 
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numbo:  of  factors  (sudi  as  user  recognition  of  improved  bafdware  lelia- 
Inlity  and  the  xesulting  jnes^ne  to  reduce  prices)  have  moved  manufac- 
turers to  radically  decrease  hardware  maintenance  pricing,  with  hopes  of 
making  up  margin  with  inoneased  and  unbundled  software  and  profes- 
sional support  services. 

As  a  result,  TFIi^  wiyi&idtl^  future  giowA  will  no  k»g»' be  pebble 
unte^  vipoin^  I^tsd4ie  vm&>    luffdware  maintainer"  and  expand 
their  service  offerings  into  software,  educational,  and  professional  sup- 
port services.  TPMs  will  need  to  establish  differentiation  both  from  each 
other  and  from  the  manufacturers  with  whom  they  compete. 

CDC,  as  a  TPM,  stands  in  good  position  to  make  these  changes.  CDC 
already  has  taken  a  bold  step  by  offering  third-party  software  support 
(admittedly  with  mixed  success).  There  is  a  growing  requirement  for 
these  software  support  services,  as  is  evident  from  the  increasing  dissads- 
fiKTtioiiwy^^^CRrtasiqxHiedinGthalNPini'fes^^  €3teariy,iism 
are  mc^t  drawn  to  telephone  support,  aad  this  service  can  be  of£ei«d  in 
Gcmjunctiim  with  prol^nas  data  ba^. 

CDC  also  has  the  advantage  of  its  experience  as  both  a  manufacturer  and 

k^ed,  l^ti^ilBiy  in  die  seas  of  i»ofmi(Hial  services  (e.g.,  planning  and 
cimsulting).  CDC  should  draw  from  its  own  experience  as  a  user  to 
expand  its  services  to  reflect  performance  support  versus  remedial  main- 
tenance, particularly  in  the  engineering  and  scientific  markets  where 


EXHIBIT  H-5 


RECOMMENDATIONS 


«  C^ifitinud  to  ln^«»»  Software  &if^x»rt 

•  Pfomote  Frof^iiDiial  Services  (e.g.,  Planning) 

•  Emphasize  Perfomiance  Support  Services 

•  ^japt  Services  to  Spedfic  Industry  Niciies 
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Analysis  of  DEC  User  Service- 
Entire  Sample 


A  

Mtioduction  INPUT  surveyed  210  users  of  DEC  systems— the  MicroVAX  super 

nmm,  Hie  Pl^  1 oaditkmal  ndnkcnniniter,  tiie  VAX  1 1/7XX  and 

n^HfiBC  VAX  8XXX  family  of  superminis.  The  sample  was  brokn^  down 
by  SCMice  of  service,  with  77.2%  of  the  sample  receiving  their  support 
from  DEC,  another  19.5%  receiving  third-party  support,  and  the  remain- 
ing 3.3%  performing  their  own  systems  support.  INPUT  deems  this 
sasaa^  a  Mr  weiko&sim  <rf  tlie  ratixe  DEC  equipment  iaaik»^la(%. 

B  

Analysis  Since  the  emphasis  of  this  study  is  to  study  DEC  user  attitudes  and 

experience  with  third-party  maintenance,  this  chapter  is  most  useful  as  a 
pdttt    com^^aisxm.  The  key  ^diibdts  of  tins  ebs^p^  m»  WaMbk  JU-U 
wMiii  skisfm     eis^  DBC  mat  sam^*s  oltedui  for^pitaiig  tPM  as 
an  alternative  to  manufacturer  (DEC)  service;  Exhibit  111-2,  which  shows 
the  sample  expectations  regarding  future  TPM  usage;  and  Exhibit  111-20, 
which  shows  the  network  users'  attitudes  toward  TPM  support  of  their 
a&cw&iks. 

Exhibit  III- 1  indicates  thitt  DEC  iKKts  me  mom  smyed  by  issu^  itf 

quality  when  deciding  on  a  service  source.  Foremost  is  vendor  reputa- 
tion, followed  by  vendor  responsiveness.  Price  raniced  only  fifth  (behind 
reputation,  responsiveness,  proximity,  and  mixed-shop  service),  indicat- 
mg  that  ^i^jkiB^exs  aie  coocemed  with  ridng  service  com,  th^  still 
expect  quality  sovice. 

It  is  not  surprising  that  mixed  service  capabilities  ranked  higher  in  this 
study  that  in  INPUT'S  TPM  User  Service  Requirements  program 
Desearch,  sii^  (bis  swa^la  of  DEC  users  would  be  much  mcffe  expoi- 
enced  wkh  mixed-vmdk»'  sh<^ 
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Since  so  many  of  the  total  san^le  used  DEC  s^vice,  the  majority  (73%) 

of  the  sample  declined  to  respond  to  questions  regarding  future  expected 
usage.  Exhibit  111-2  provides  some  basis  for  hope,  however,  since  over 
twice  as  many  people  who  did  answer  the  question  felt  that  their  usage 
svoMimmmMt  limy  "Who  wmM6m!(mt^^\tss^. 

Less  encouraging  is  the  relatively  small  number  of  network  users  (18%) 
who  were  willing  to  consider  TPM  support  of  their  networks,  as  shown  in 
Exhibit  111-20.  This  may  be  more  a  marketing  problem,  with  users 
demoostti^g  the  (mis)perception  1^  IPltffii    not  have     ej^i^st  to 
poxivide  €i  servk^e.  Urn  petc&p^m       have  been  f(m&Kd  by 

a  ovei^lSEic^tf  support  available  to  network  users,  causing  many  users 
to  takt  m  a  significant  shaze  of  the  support  responsibilities  themselv^. 


THIRD-PARTY  MA<NTENANCE  SELECTION  CRITERIA 

ALL  USERS 


EXHIBIT  III-1 


FACTOR 


IMPORTANCE 
1    23456789  10 


I     I     I     I     I     I     I     I     I  I 


VmvlkNr  Reputation 


Improved  F^ponse 


y////////////////A^^ 


Geographic  Proximity 


Service  Mfaced  -  Hafdwrare 


Price 


Dissati^actien  Mmjiaeturer 


Availability  of  Software  Support 


SAMPLE  =  210 
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EXHIBIT  III-2 


FUTURE  TPM  USAGE  EXPECTATIONS 
ALL  USERS 


SAMPLE -210 


EXHIBIT  iii-3 


TPM  VENDOR  RESPONSIVENESS 
ALL  USERS 


PERFORMANCE 

CRITERIA 

(HOURS) 

Response  Time  RiCjirired 

4.5 

Re^nse  Time  Re<»ived 

4.1 

Repair  Time  Required 

$.1 

Repair  Vtm  Received 

5.8 

SAMPI.E-210 
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EXHtBIT  ilM 


TPM  HARDWARE  MAINTENANCE 
REQUIREMENT/PERFORMANCE  LEVELS 
ALL  USERS 


HARDWARE 
MAtNTQMANCEAREA 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FALLS  BELOW) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

FE  Skill  Level 

9.0 

8.3 

(0.7) 

Pal^AvailaNIRy 

9.0 

8.2 

(0.8) 

8.3 

8.1 

(0.2) 

Comrad  Fl^i}Wty 

7.1 

7.3 

0.2 

OveraN  Ckmiity 

8.9 

8.4 

(0.5) 

i^ponseTime 

8J 

8.4 

(0.4) 

Repair  Time 

8.8 

8.3 

(0.5) 

'SCALE:  1  -  LOW.  10  «  HIGH 
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EXHIBIT  III-5 


TPM  HARDWARE  MAINTENANCE 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
ALL  USERS 


10 


9  - 


8  - 


LU 

LU 
QC 

o 

LU 
QC 


7  - 


6  - 


7  8 
PERFORMANCE 


9 


10 


A:FESk»Lov»l 
B:  F^tfte  Availability 
C:  tXspatching 
D:  Contr»^  Fleadbitty 


F:  Response  Time 
G;  Repair  Time 
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EXHIBIT  III-6 


TPM  HARDWARE  MAINTENANCE 
SATISFACTION  LEVELS 
ALL  USERS 


HmomMmmmBrntoE 
Mm 

renCEWT  SATISFIED 

26          50          75  100 

Dispatching 
Contact  RoxSdl% 
Response  Time 

Overall  Support 
Repair  Time 
FES<JHL«v«l 
Parts  #amllabiiity 

1             1             1  1 

////////////////.  ™ 

'//////////////.  ^ 

'////////////A  - 

'//////////// » 

'///////////, " 

SAMPLE -210 


EXHIBIT  111-7 


TPM  VENDOR 
REQUiREMENT/PERFORMANCe  LEVELS 
ALL  USERS 


SERVtOE 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FALLS  BELOW) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

Professional  Senrices 

5.0 

6.5 

1.5 

Training 

5.0 

6.3 

1.3 

Add-On/Supplies  Sales 

5.6 

6.4 

0.8 

Reiocalion/Deinstalls 

4.8 

6.3 

1.5 

Conversion/Upgrades 

6.8 

7.3 

05 

•SCALE:  1  =  LOW,  10  -HIQH 
SAMPLE  =  210 
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EXHIBIT  III-8 


TPM  VENDOR 
PERFORMANCE  VERSUS  USER  REQUIREMENT 

ALL  USERS 


LU 

LU 
GC 

O 

LU 


5  6 
PERFORMANCE 


8 


A:  Prcrfessior^l  Services 

B:  Training 

C:  Add-On/Supplies  Sales 


D:  Retoc^on/Deinstans 
E:  Coiwerskm/^agmdes 
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EXHIBIT  m-9 


TPM  USER  SATISFACTION  LEVELS 
ALL  USERS 


SERVICE 

PERCENT  SATISFIED 
25          50          75  100 

Rslo(»ifon/Dflin«lals 

Professional  Service 
Training 

Add-On^uppie»  SalM 
ConveraiQnAJpgiadM 

V///////////////A  ^ 

y//////////////A  » 

SAMPLE.  210 


EXHIBIT  IIHO 


TPM  INVOLVEMENT  IN 
SYSTEMS  SOFTWARE  SUPPORT 
ALL  USERS 


heceive  swra/is  softwaik  support 

62% 


SAMPLE -210 
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EXHIBIT  111-11 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
REQUIREMENT/PERF0RN4ANCE  LEVELS 
ALL  USERS 


SYSTEMS  SOFTWARE 
SUPPORT 

USER  RATING* 

PERFORMANCE 
EXCEEDS 

(FAILS  TO  MEET) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Sfte  Fixes 

4.6 

5.8 

1.2 

Phone  Support 

7.4 

7.2 

(0.2) 

ReiTK^e  Support 

5.0 

6.2 

1.2 

Trahir^ 

5.9 

6.7 

0.6 

ComMng 

4.9 

6.0 

1.1 

Mailed  Revteions 

7.9 

7.7 

(0.2) 

•SCALE:  1  =LOW.  10  =  HIGH 
SAMPLE.  210 
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E)a4IBIT  111-12 


8 

TPM  SYSTEMS  SOFTWARE  SUPPORT 
PERTOFliMiiiai  ^^BSUS  USEU  RECaill^EMENT 

ALL  USERS 

B 

•  X 

7 

REQUIREMENT 

/  ^ 

/  A 
/  • 

4 

3 

/              \                    \                    \  \ 

3                  4                  5                  6                  7  8 

PERFORMANCE 

A:  On-Site  Fixes                  D:  Training 

B:  Phone  Support                E:  Consulting 

C:  Remets  S^Dport              F:  Mailed  Revteions 
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EXHIBIT  111-13 


TPM  USER  SYSTEMS  SOFTWARE 
SATISFACTION  LEVELS 
ALL  USERS 


SYSTEMS  SOFTWARE 

SUPPORT 



PERCENT  SATiSFIED 

25           50           75  100 

On-Site  Fixes 
RsfflMa  Support 
ConsuMng 

Training 

Mailed  Revisions 
Ptioiw  St^port 

1              1              1  1 

W/////////////A^^ 

'///////////////.  se 

^//////////////A  34 

y////////////A  7s 

E)aHIBIT  111-14 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 


SYSTEIVIS  SOFTWARE 
SUPPORT 

FHEQUIF^MENTLEVB. 

1     23456789  10 

Mailed  Revisions 

1     1     1     1     1     1     1     1     1  1 

'///////////.  - 

Phone  Support 

Tiainkig 

'////////A^ 

Consulting 

y//////A  « 

Renrote  Support 

y/////A  « 

nEQUfflB4^I.EVQ.  SCALE:  1  >  L<^,  10- HIGH 
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EXHIBIT  111-15 


TPM  INVOLVEMENT  IN 
APPLICATIONS  SOFTWARE  SUPPORT 
ALL  USERS 


SAMPLE.  210 


EXHIBIT  111-16 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
REQUIREMENT/PERFORMANCE  LEVELS 
ALL  USERS 


APPLICATIONS  SOFTWAf^ 

SUPPORT 

USER  RATING* 

reRFORMANCE 

EXCEEDS 
(FAILS  TO  MEET) 

REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Site  Fixes 

5^ 

5.9 

0.7 

PttoneSMppnt 

7.9 

7.6 

(0.3) 

Remole  Support 

S.3 

S.8 

0.5 

6.1 

6.5 

0.4 

CotmMng 

5.8 

6.3 

0^ 

MaHed  Ftevi6ior» 

7.8 

7.7 

(0.1) 

•SCALE:  1  =  LOW,  10  =  HIGH 
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EXHIBIT  111-17 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
PERFOr^ANCE  VERSUS  USER  REQUIREMENT 

ALL  USERS 


3  4  5  6  7  8 

PERFORMANCE 


A:  On-Site  Fixes  D:  Training 

B:  Phone  Support  E:  Consulting 

C:  Remott  Siqaport  F:  Mailed  RevisiorK 
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EXHIBIT  HI-18 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
SATISFACTION  LEVELS 
ALL  USERS 


SC^TWARE  SUPPORT 

i^FlCENT  SAT^iED 
28         so         75  100 

On-Site  Fixes 
ConsuWng 
Trainmg 
Remote  Support 
PhofW  8t4)port 
Malwl  Rwisions 

1            1            1  1 

y/////////////////, 

y/////////////A  77 

y////////////y 

EXHIBIT  111-19 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
ALL  USERS 


SOFTWA»lf  SUWORT 

REQUIREMENT  LEVEL 
1     23456789  10 

Msdled  Rations 
Phone  Support 
Trabiing 
On-Site  Fixes 
Remote  Support 
Consuttbig 

1     t     1     1     1     1     i     1     1  1 

y//////A  4^ 

y/////A-^ 
y/////A-^ 

I^OUIf^WOITLEN^L  SCALE:  1  -  LOW.  10  -  HK3H 
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EXHIBIT  111-20 


THIRD-PARTY  NETWORK  SUPPORT  OPPORTUNITY 

ALL  USERS 

WILLING  TO 
CONSIDER  TPM 
NETWORK  SUPPORT 
18% 


SAMPLE  .  161  NETWOro<  USERS 
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Analysis  of  DEC  User  Service- 
DEC  Supplied 


A 

Introduction  in  this  chapter,  those  users  who  receive  their  primary  support  from  DEC 

are  analyzed.  This  provides  both  a  point  of  comparison  with  those  re- 
^x«^  from  useu  ci  TPM,  and  an  indkation  of  the  oppommities  fen: 
growtii,  smce  diese  u^rs  D^nesmt  new  mgets  fen*  IPM. 

The  focus  of  certain  questions  has  been  changed  where  appropriate  in 
order  to  measure  these  users'  attitudes  toward  their  potential  future  use  of 
TPM. 

B  

Analysis  Of  the  total  sample  of  210  DEC  users,  162  (  77.2%  of  the  sample)  receive 

their  primary  support  directly  from  DEC.  DEC  has  built  an  excellent 
Kpimi^  ^  mvim  md  support,  largely  dm  to  imiQV^^  sorvice 
d^voy  BK^o^  iSm       vm    amenrnted  service  ^b^^tvmy  activiti^ 
such  as  artificial  intelligence-based  |»<^]axis  dteta  t»s^,  femc^  siqipcHt, 
and  parts  tracking,  to  name  just  a  few. 

Ejdiibit  IV-3  demonstrates  DEC  service  performance  in  more  traditional 
service  measurements  such  as  r^ipcHise  and  repair  turns,  with  both  marks 
h&iStaang  user  requu-ements.  Indeed,  DEC  excells  in  the  key  area  of 
system  availability,  satisfying  58%  of  the  older  VAX  1 1/78X  supermini 
users  and  71%  of  the  newer  VAX  8XXX  supermini  users  (from  INPUT'S 
1987  Analysis  of  Small  Systems  Service).  Exhibit  IV-6  reflects  the 
DEC  users'  Sj^dsEicticMB  with  DEC's  r^^xmsiveness,  witih  70%  of  the 
DEC  sample  satii^ed  wi&  response  tin^  and  63%  satined  with  rejmir 
tin^. 

The  DEC  service  users  reported  general  satisfaction  in  all  service  areas 
and  extremely  high  satisfaction  in  die  areas  c£  pctfessional  service 
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(Exhibits  IV-7  through  IV-9)  and  software  support  (Exhibits  IV-11 

through  IV- 18).  As  a  result,  it  would  appear  to  be  difficult  to  displace 
DEC  as  a  service  source  without  demonstrating  a  cost  savings  along  with 
high-quality  service.  In  fact,  only  3%  of  the  DEC  service  users  expected 
to  iocxi^^  iSmk  vm^  ^TSM  ^  mmm,  k  k  mt  OMinly  €^  if  tiie 

ccMild  be  interpreted  as  increasing  non-usage.  Ttiis  mi^t  explain  why 
79%  did  not  answer  the  question.). 

A  key  issi»  tiua  may  represent  sifoificant  growth  opportunities  is  pre- 
sented in  ]&Efait»t  I¥-20»  wU^  shows  that  20%  of  tlKise  DEC  sendee 
users  already  use  TPMs  for  support  of  their  netwofks  and  another  25% 
would  be  willing  to  consider  TPM  support  of  their  networks.  Since  DEC 
system  growth  is  closely  tied  to  networking,  this  might  provide  the 
opening  needed  to  penetrate  key  accounts  in  the  DEC  system  market. 


EXHIBIT  IV-1 


THIRD-PARTY  MAINTENANCE  SELECTION  CRITERIA 
DEaUSEBS/-DEC  SERVICE 


FACTOR 


Vendor  Reputation 
Geogrspttic  Proximity 
Improved  Response 
Service  Mixed  -  Hardware 
Price 

Dissatisfaction  with  Manufacturer 
Avail£ft>Utty  of  Software  Si^jport 

Only  Service  Available 


V///////////////A'^- 


IMPORTANCE 
123456789  10 


I    I    I    I    I    I    I    I    I  I 

V/////////////////A-^ 


V/////////////A^-^ 


SAMPLE  - 162 
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EXHIBIT  IV-2 


FUTURE  TPM  USAGE  EXPECTATIONS 
DEC  USERS/DEC  SERVICE 


SAMPLE- 162 


EXHIBIT  IV-3 


TPM  VENDOR  RESPONSIVENESS 
DEC  USERS/DEC  SERVICE 


PERFORMANCE 

CRITERIA 

(HOURS) 

R^poraeTime  Required 

4.6 

Re^x>nse  Time  Received 

4.2 

Repair  Time  Required 

6.2 

Repair  Time  Received 

5.7 

SAMPLE  - 162 


ZQCD 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-4 


TPM  HARDWARE  MAINTENANCE 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/DEC  SERVICE 


HARDWARE 
MAINTENANCE  AREA 

USER  RATING* 

PERFORi\/IANCE 
EXCEEDS 

(FALLS  BELOW) 
REQUIREMENT 

REQUlReiVlENT 

PERF0R^4ANCE 

FE  Skill  Level 

9.0 

8.4 

(0.6) 

Parts  A>»M>atty 

9.1 

8.2 

(0.9) 

Dispate^iing 

8.3 

8.1 

(0.2) 

Commct  Ftexibliity 

7.1 

7.3 

0.2 

Ov^l  Quality 

8.8 

8.4 

(0.4) 

Re^or^Time 

8.8 

8.4 

(0.4) 

Repair  Time 

8.8 

8.3 

(0.5) 

•SCALE:  1  =  LOW,  to -HIGH 
SAMPLE  =  162 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  iV-5 


TPM  HARDWARE  MAINTENANCE 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS/DEC  SERVICE 


10 


9 


I- 

z 

LU 
LU 

gc 

O 

LU 


7  - 


B    A  / 

•    •  / 

G  / 

C  / 

/ i 

/  D 

1 

1 

1  1 

6 


7  8 
PERFORMANCE 


10 


A:  FE  Skill  Level 
B:  Parti  Avaltertjfflty 

C:  Dispatching 

0:  Contract  Flexibility 

SAMPLE -162 


E:  Overall  Quality 
F:  Resporme  Time 
G:  Repair  Tune 


ZQCO 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-6 


TPM  HARDWARE  MAINTENANCE 
SATISFACTION  LEVELS 
DEC  USERS/DEC  SERVICE 


HARDWARE  MAINTENANCE 

AREA 

PERCBJT  SATISFIED 
25          50          75  100 

Contract  Flexibility 
Diq}atching 
Response  Time 
OveraV  Support 
Repair  Time 
FESkiN  Level 
Parts  Availability 

1         1      '  F    "  1 

y/////////////////A^^ 

y///////////////A  ■'^ 

W///////////A  ^» 

y/////////////A  ^ 
y/////////////,  ^ 

y///////m^ 

SAMPLE -162 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-7 


TPM  VENDOR 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/DEC  SERVICE 


SERVICE 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FALLS  BELOW) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

ProfesskKKri  Servioes 

5.2 

6.5 

1.3 

Training 

5.0 

6.3 

1.3 

Add-On/SujiH^lies  Sales 

5.8 

6.4 

0.6 

ReiocaHoiVDeif^afe 

4.7 

6.4 

1.7 

Conversion/Upgrades 

6.8 

7.2 

0.4 

•SCALE:  1  =  LOW,  10  =  HIGH 
SAMR£-1^ 


ZQCO 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-8 


A:  Professional  Services  D:  Relocation/Deinstalls 

B:  Training  E:  Convereion/l^rades 

C:  Add-On/l&ipples  Sales 


TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-9 


TPM  USER  SATISFACTION  LEVELS 
DEC  USEHS/DEC  SERVICE 


SERVICE 

PERCENT  SATISFIED 
25         50         75  100 

Relocation/Deinstalls 
Trainhg 

Professional  Service 
A(ki-On/Sk43f)ii^  Sa^ 
Conversion/Upgrades 

1            1            1  1 

i^^^iii^ii^i^ii^^  91 

^//////////////////A  B7 

'/////////////////A  83 

^m^mmmy^  8i 

SAMPLE  =  162 


TPM  INVOLVEMENT  IN 
SYSTEMS  SOFTWARE  SUPPORT 
DEC  USERS^EC  SERVICE 


SAMPLE -162 


ZQCD 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  lV-11 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/DEC  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

USER  RATING* 

PERFORMANCE 
EXCEEDS 

(FAILS  TO  MEET) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Site  Fbees 

4.6 

5.8 

1.2 

Phorw  Support 

7.5 

7.4 

(0.1) 

Remote  ^jf^rt 

5.0 

62 

1.2 

Training 

6.0 

6.7 

0.7 

ConsuRing 

4.9 

6.0 

1.1 

Mailed  Pulsions 

7.9 

7.8 

(0.1) 

•SCALE:  1  =  LOW,  10  =  HIGH 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-12 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS/DEC  SERVICE 


3  4  5  6  7  8 

PERFORMANCE 


A:  On-Site  Fixes  D:  Training 

B:  Phone  Support  E:  Consulting 

C:  Remcrte  Sipport  F:  Mailed  Revisions 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-13 


TPM  USER  SYSTEMS  SOFTWARE 
SATISFACTION  LEVELS 
DEC  USERS/DEC  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

PERCENT  SATISFIED 
»          50          75  100 

Remoto&ippoit 

On-Site  Fixes 

Trsyning 

CansuWr^ 

Mailed  Revisions 

y////////////////A  Be 

y/////////////////. 

86 

y///////////////A 

84 

y////////////////. 

84 

y/////////////Au 

y/////////m^ 

EXHIBIT  IV-14 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
DEC  USERS/DEC  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

REQUIREMENT  LEVEL 
1    23456789  10 

Miriied  ftevisions 
Phone  Support 
Training 
ConstrtUt^ 
Rdfnote  &jpport 
On-Slte  Fixes 

1     1    1    1    1    1    i    i    t  1 

y///A6^A^/A  ^ 

y/////////A-^ 

RHXJIREMENT  LEVEL  SdALE:  1  -  LOW,  10  -  HIGH 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


TPM  INVOLVEMENT  IN 
APPLICATIONS  SOFTWARE  SUPPORT 
DEC  USERS/DEC  SERVICE 


SAMPLE -162 


EXHIBIT  IV-16 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/DEC  SERVICE 


APPUOAmm  SOFIWARE 
SUPf*ORT 

USER  RATING* 

PERFORMANCE 
EXCEEDS 

(FAILS  TO  MEET) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Site  Fixes 

5.3 

5.8 

0.5 

Phone  Siq^rt 

7.9 

7.7 

(0.2) 

Remote  Support 

5.3 

5.7 

0.4 

Training 

5.9 

6.5 

0.6 

Consulting 

5.5 

6.1 

0.6 

Majted  Revisioi^ 

7.9 

7.8 

(0.1) 

•SCALE:  1  =  LOW,  10  =  HIGH 


2QC0 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-17 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USEI^MSEC  SERVICE 


3  4  5  6  7  8 

PERFORMANCE 


A:  On-Site  Fixes  D:  Training 

B:  Phone  Support  E:  Consulting 

C:  Remote  &^)port  F:  MaHed  Revisions 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-18 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
SATISFACTION  LEVELS 
DEC  USERS/DEC  SERVICE 


SOFTWARE  SUPPORT 

PERCENT  SATISFIED 
25          50          75  100 

Training 
On-Stte  Fixes 
Consulting 
Remc^  Support 
Phone  Support 
Mailed  Revistom 

'//////////////////A'^-' 

y//////////////////A^-' 

y//////////////. 

mcD 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-19 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
DEC  USERS/DEC  SERVICE 


SOFTWARE  SUPPORT 


Mailed  Revisions 
Phone  Support 
Training 
On-SKe  Fbces 
Remote  Support 
CcMisuRir^ 


REQUIREMENT  LEVEL 
1     23456789  10 

1  I  I  I  I  I  I  I  1  r 


y/////////.^ 

3.6 

3.6 
3.4 

WM 

REQUIREMENT  LEVEL  SCALE  :  1  =  LOW,  10  =  HIGH 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  IV-20 


THIRD-PARTY  NETWORK  SUPPORT  OPPORTUNITY 
DEC  USERS/DEC  SERVICE 


SAMPLE  -  80  NETm)RK  USERS 
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4:/  A        .  %.M;'M 


■  ■m.'i . 


Analysis  of  DEC  User 
Service  Satisfaction- 
TPM  Service 


TPM  OPPORTUNITIES  IN  THE  DEC  HMRKET 


INPUT 


V 


Analysis  of  DEC  User  Service 
Satisfaction-TPM  Service 


A  

Introduction  Forty-one  of  the  210  DEC  users  surveyed  (19.5%  of  the  sample)  used 

TBM.  m  their  primary  source  of  service.  This  portion  is  almost  double 
that  of  tiie  0^  maifeet  (19S6  TPM  pcatm  of  tile  maa&m  cstimsaed  at 
9.8%  of  the  U.S.  customer  so^^ci^  lOMket),  which  am  be  o^lain^  by 
the  fact  that  only  DEC  equipsi^t  users  contacted. 

The  types  of  firms  used  by  these  users  fall  into  two  general  categories: 
uadMcH^yt  izdbp^Mleiit  TPM&,  mmh  as  CDQ  OE»  McDcm&ell  Douglas 
and  TRW;  and  distributors  (often  VARs  azid  VADs,  including  CAD/ 
CAM  'i^nt^jrs  that  package  DEC  sys^ns). 


B  

Analysis  AccQniiftgtoBxii9at¥-l,theTPMs»^^ 

sis  on  the  TPM's  ability  to  service  a  mixed-shop  than  the  overall  sample 
of  DEC  users.  This  may  be  a  leftover  result  of  traditional  rationale  for 
using  TPMs.  However,  with  the  increase  in  third-party  maintenance  being 
pearSofioed  by  manitfactuiars,  this  reasoning  is  bound  to  diminish  in 
iw^pmtmm.  StM,  these  mm  miphasizie  service  quality  issues  when 
choomig&TPM. 

A  reflection  of  the  satisfaction  that  the  TPM  users  reported  with  regard  to 

se^vkx  tkat  they  received  from  dieir  servke  voidcn-s  can  be  seen  in 
Bchibit  V-2,  which  s^ws  that  almost  c»ie-foiar&  of  the  TPM  users 
exp&sted  to  increase  their  usage  of  TPM  while  only  5%  expected  to 
decrease  their  usage. 

Exliibit  V-3  demonstrates  that  TPM  responsiveness  exceeds  the  needs  of 
the  usei^.  Indeed,  ov&t  thr^fiwrths    this  san^le  of  TFM  users  w^ 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


satisfied  wiib  the  lespcmse  time  that  they  received  (shown  in  Exhibit 
V-6). 

TPMs  wa«  Ic^  saiccessfiil  in  the  area  of  repair  time,  satisfying  only  60% 
of  the  siuaqde.  Primary  ccmtritRj^  to  the  prc^on  may  be  ^DisavaU^l»l- 
ity,  an  arei€f  iBiajor  concern  with  all  users  but  particularly  TPM  custom- 
ers and  prospects.  To  be  fair,  all  users,  including  those  of  manufacturer- 
supplied  service,  report  concern  over  spares  availability  and  its  effect  on 
downtime  (only  49%  of  the  1987  small  systems  users  were  satisfied  with 
their  manufacturor's  jxaformance  in  this  area). 

TPMs  performed  extremely  well  in  the  professional  services,  as  shown  in 
Exhibits  V-7  through  V-9.  TPMs  should  attempt  to  increase  the  visibility 
of  these  key  service  areas  and  thus  the  the  importance  users  place  upon 
Uiem,  In  this  my,  TFMs  would  be  aiide  to  inoea^  ovora^ 
tion  widi       aq^cA  and  evm  pxmde^  f^mdatlw  £»r  sew  sefvke 
revenue  opportunities,  particularly  if  the  TPMs  could  market  such  plan- 
ning and  consulting  activities  as  performance  improvement  services. 

One  sack  ar^  of  i^poftonity  is  network  planning  and  support.  ExMMt 
V-^  sho^!^at^l^  29%  of  ^  TPM  sasqile  diat  used  netwoiks 

already  relied  on  TPMs  for  support,  only  6%  of  the  remaining  iiseis 
would  consider  TPM  support  in  the  future.  Obviously,  there  is  a  percep- 
tual problem  that  needs  to  be  overcome  if  TPMs  are  to  break  out  of  their 
"hardware  maintaiaers  only"  image  with  these  usm.  TPMs  will  ne^  to 
maik^  their  existing  o^otise  m  network  stqipcHt 


zaoo 


TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-1 


THIRD-PARTY  MAINTENANCE  SELECTION  CRITERIA 
DEC  USERS/ALL  TPM  SERVICE 


FACTOR 

IMPORTANCE 
1    23456789  10 

Service  Mimd  -  HaRfware 
Vendor  Reputation 
Improved  Response 
Geographic  Proximity 
Price 

Dissatisfaction  witli  Manufacturer 
AviMid>Mly  of  Software  Seaport 
Only  Service  AvaiWe 

1     1     1     1     1     1    1     1     1  1 

'mm^//////////A-^ 

y///////////////^^^^ 

V/////////////A  ^-^ 

y/////////A  ^-^ 

SAMPLE.  41 


ZQCD 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


FUTURE  TPM  USAGE  EXPECTATIONS 
DEC  USERS/ALL  TPM  SERVICE 

DECREASE 


SAMPLE  =  41 


TPM  VENDOR  RESPONSIVENESS 
DEC  USERS/ALL  TPM  SERVICE 


CRITERIA 

PERFORMANCE 
(HOURS) 

Response  Time  Required 

4.0 

Response  Time  Received 

3.5 

Repair  Time  Required 

6.6 

Repair  Time  Received 

6.1 

SAMPLE -41 

TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-4 


TPM  HARDWARE  MAINTENANCE 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/ALL  TPM  SERVICE 


HARDWARE 
MAINTENANCE  AREA 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FALLS  BELOW) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

FE  Skill  Level 

8^ 

8.2 

(0.6) 

Parte  A^maabUfty 

8^ 

8.0 

(0.8) 

Dispatchbig 

8.1 

8.2 

0.1 

Contract  Flexliility 

7.1 

7.5 

0.4 

Overall  Quality 

9.0 

8.8 

(0.2) 

Response  Time 

8.7 

8.7 

Ri^pa^Tiine 

8.7 

8.3 

(0.4) 

'SCALE:  1  =  LOW.  10-  HIGaH 
SAMPLE  =  41 


ZQCD 
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TPM  OPPORTUNmES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-5 


TPM  HARDWARE  MAINTENANCE 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS/ALL  TPM  SERVICE 


5  6  7  8  9  10 

PERFORMANCE 


A:  FE  Skill  Level  E:  Overall  Quality 

B:  Patts  Avaflabiltty  F:  Resporse  Time 

C:  Dispatching  G:  Repair  Time 
D:  Contract  Flexibility 


mm 


TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-6 


TPM  HARDWARE  MAINTENANCE 

SATISFACTION  LEVELS 
DEC  USERS/ALL  TPM  SERVICE 


HARDWARE  MAINTENANCE 
AREA 

L 

PERCENT  SATISFIED 
25          50          75  100 

Contract  Flexibility 
Dispakdiing 
Response  Time 
Oversdl  Si^jpoit 
Repair  Time 
FE  SkiO  Level 
Parts  Availability 

1             1             1  1 

w////////////m  ^ 

V///////////////. 

V//////////A  ^ 

y///////m^ 

SAMPLE -41 
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TPM  OPPORTUNITIES  IN  THE  DEC  MAFB^T 


INPUT 


EXHIBITV  -7 


TPM  VENDOR 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/ALL  TPM  SERVICE 


SERVICE 

USER  RATING* 

PERFORMANCE 
EXCEEDS 

(FALLS  BELOW) 
REQUIREMENT 

RBQUIREMENT 

PERFORMANCE 

Profes^onal  Services 

4.3 

6.6 

2.3 

Training 

5.0 

6.5 

1.5 

Add-On/Supplies  Sales 

5.1 

6.5 

1.4 

RefooafHwi/De^^yts 

5.1 

6.4 

1.3 

Conversion/Upgrades 

6.7 

7.6 

0.9 

*SCALE:  1  =  LOW.  10  =  HIGH 
SAMPLE -41 
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•mW  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


E)aHIBITV-8 


8 
7 

TPM  VENDOR 
PERFOmNCE  VERSySl^ER  REQUIREMENT 
DEC  USEF^ALLTPM  SERVICE 

/  E 
/  • 

REQUIREMENT 

6 
5 

— 

/  DC 

/  ^ 

/  B 

4 

.  /  A 
/  • 

3 

1                   1                   1  1 

3 

4                  5                  6                  7  8 
PERFORMANCE 

A:  Professional  Services                  0:  Relocation/Deinstalls 
B;  Training                               E:  Conversion/Upgrades 
C:  AddOn/SuppHes  Sal^ 

ZQCD 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-9 


TPM  USER  SATISFACTION  LEVELS 


SERVICE 

1 

PERCENT  SATISFIED 
^         50         75  106 

Professional  Service 
Relocation/DeinstaUs 

TraJning 

y/////////////////////. 

y///////////////////.^'^ 

y//////////////////.  ^ 

SAMPLE  =  41 


e9wrv-io 


TPM  INVOLVEMENT  IN 
SYSTEMS  SOFTWARE  SUPPORT 
DEC  USERS/ALL  TPM  SERVICE 


RECEIVE  SYSTEMS  SOFTWARE  SUPPORT 
49% 


SAMPLE  -  41 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-11 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
RE^iiEMENT/PERFORMANCE  L^ELS 
Die  l^RS^ALL  TPM  SERVICE 


SYSTEMS  SOFTWARE 

SUPPORT 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FAILS  TO  MEET) 

REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Site  Fixes 

4.2 

5.7 

15 

Phone  Support 

6.8 

7.0 

0.2 

Remote  Support 

4.^ 

5.8 

1.0 

Training 

5.S 

6.3 

0.8 

Consulting 

4.7 

5.9 

1.2 

Mailed  Revisions 

7.8 

7.1 

(0.7) 

*SCALE:  1  =LOW.10-HIGM 
SAMPLE  -  41 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBiTV-12 


TPM  SYSTEMS  SOFTViAliE  SUPPOFIT 
PERFORMANCE  VERSUS  USER  RiQUIREMENT 
DEC  USERS/ALL  TPM  SERVICE 


3  4  5  6  7  8 

PEFTOmiANCE 


A:  On-Site  Fixes  D:  Training 

B :  Phone  Suppo  it  E:  Consu  Iting 

C:  Remoto  Seaport  F:  Mated  Revisions 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-13 


TPM  USER  SYSTEMS  SOFTWARE 
SATISFACTION  LEVELS 
DEC  USERS/ALL  TPM  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

PERCENT  SATISFIED 
25          50          75  100 

Consulting 
On-Ste  Fixes 
Remote  Support 

Mailed  Revisions 
Phone  Supftwt 

y///////////////////A^ 

y/////////////////A^ 

SAMPLE  =  41 
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TPM  CyPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-14 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
DEO  USBRS^  TFM  SiRVtCE 


SYSTEMS  SOFTWAFE 
SUPPORT 

REQUIREMENT  LEVEL 
1     23456789  10 

Mailed  Revisions 
Phofw  SupfMit 

Training 

Support. 
On-Site  Fixes 

1     1     1     1     1     1     1     1     1  1 

'///////////. 

y//////A-^ 

W///a^-^ 

REQUIREMENT  LEVQ. SCALE:  1  -  LOW.  10  -  HIGH 

SCALE  =  41 


EXHIBIT  V-IS 


TPM  INVOLVEMENT  IN 
APPLICATIONS  SOFTWARE  SUPPORT 

DEC  use^^LTWiiii^^m>E 


SAMPLE-41 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-16 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
RemilREMENT/PERFORMANCE  LiVELS 
DEC  USEI^ALL  TPM  SERVICE 


APPUCATIONS  SOFTWARE 

SUPPORT 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FAfLS  TO  MEET) 

REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Site  Fixes 

4.8 

6.0 

1.2 

Phone  Support 

7.4 

7.0 

(0.4) 

Remote  Support 

5.4 

5.9 

0.5 

Training 

6.9 

6.0 

(0.9) 

Consulting 

6.5 

6.8 

0.3 

Mailed  Revisions 

7.3 

7.1 

(0.2) 

*SCALE:  1  =  LOW,  10-HiOH 
SAMPLE  =  41 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  V-1 7 


8 

TPM  APPLICATIONS  SOFTWARE  SUPPORT 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS/ALL  TPM  SERVICE 

B  / 

7 

D  y 

/  E 
/  • 

JIREMENT 

6 

/  c 

REQL 

/  A 

5 
4 

/  • 

/              \                     1                    1                     1  _ 

3 

3                  4                  5                  6  7 

8 

PERFORMANOE 

A:  On-Site  Fixes                   D:  Training 

B:  Phone  Support                 E:  Consulting 

C:  Ftemcrte  Support              F:  Maled  Revtetor^ 
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INPUT 


EXHIBIT  V-18 


jm  APPLICATIONS  SOFTWARE  SUPPORT 
SATISFACTION  LEVELS 
DEC  USERS/ALL  TPM  SERVICE 


SOFTWAf^  SUPPORT 

PERCBIT  SATISFIED 
25          50          75  100 

On-Site  Fixes 
ConsulHng 
RemcMte  Support 
Maitad  Re<H^(»» 
Phone  Support 
Tfiyning 

1            1            1  1 

y/////////////////M 

y////////A^^ 

SAMPLE  =  41 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


MPur 


EXHIBIT  V-19 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
DEC  USERS/ALL  TPM  SERVICE 


SOFTWARE  SUPPORT 

REQUIREMENT  LEVEL 
1     23456789  10 

Phone  Support 
Mailed  Revisions 
Training 

On-Site  Fixes 
Cor»uittng 
Remote  Support 

1     1     1     1     1     1     1     1     1  1 

W///A 

3.7 

W///// 

3.7 
3.4 

W/M 

REQUIREMENT  LEVEL «:ALE:  1  -  LC3W.  10- HIGH 
SAMPLE  =  41 
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INPUT 


EXHIBIT  V-20 


THIRD-PARTY  NETWORK  SUPPORT  OPPORTUNITY 
DEC  USEI^ALL  TPM  SERVICE 


WILLING  TO  CONSIDER 


SAMPLE  .  17  NETWORK  USERS 


€3 


*5 


Anal)^sis  of  DEC  User 
Service-CDC  Service 


I 


t 


TPM  OPPORTUNITIES  IN  THE  DEC  MAFJKET 


INPUT 


Analysis  of  DEC  User  Service- 
GDCService 


A  

Introduction  Thirteen  of  the  41  users  of  TPM  received  their  service  from  CDC.  This  is 

not  surprising,  since  CDC  hg&  hem  ^pvcAved  in  ^  DEC  eqtupnrat 

tte  most  extensive  service  offerings  for  DEC  products,  both  in  terms  of 
products  supported  and  types  of  service  offered.  For  example,  CDC  was 
the  first  major  TPM  to  offer  service  on  the  new  VAX  8XXX  family  of 
sopCT  minis  as  w^«s-te  only  major  TPM  to  o&et  Aird-party  sc^twid% 
siq>piOTtc»iDEC  (miJBM)  soitmte. 


B  

Analysis  CDC  TPM  service  customers  place  a  premium  <m  the  ^rvice  iwidffl^s 

sSMty  to  sui^XHt  mixed-^iop  us^  sites,  mting  t^  sindty  an  8.9  cm  a 
SCiUe  erf  10  in  impcHtance.  These  users  also  rate  savice  quahty  issues  of 
response  time  (8.4),  proximity  (8.3),  and  vendor  reputation  signifi- 
cantly higher  than  other  factors,  including  price  (6.8). 

Voidor  T^xmnveness  is  a  key  &ctor  to  CDC  users,  and  0X^  manages 
to  satisfy  85%  of  their  users'  needs  in  the  area  of  response  tiuaae  <i^wn  in 

Exhibit  VI-6).  CDC  response  time  was  3.3  hours  (versus  a  user  require- 
ment of  3.8  hours),  which  exceeded  every  vendor  grouping  of  user  re- 
sponses including  the  DEC  service  users.  CDC  should  be  able  to  empha- 
^bse  dns  alnlity  in  marketing  its  ^rvice  paformance. 

CDC  is  slightly  less  successful  in  the  area  of  repair  time;  even  though 
CDC  performance  (5.4  hours)  beats  the  user  reported  goal  of  5.7  hours, 
CDC  satisfies  only  69%  of  its  users  in  this  area.  Still,  this  performance  is 
b^tra-  than  that  lepoffted  by  the  DEC  custcnners  and  should  be  coomBnii- 
cated  to  pixx^)ecttve  TTM  customers. 
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TPM  CyPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


As  with  all  service  organizations,  particularly  TPMs,  CDC  users  place 
greatest  concern  on  parts  availability.  Still,  CDC's  size  and  experience  in 
the  market  should  counter  much  of  this  concern. 

CDC  ^amUd^kmplB^  olfof  i£s^^mgth  as  both  a  maai:ili«mirer  and  a 
large  user  of  computer  equipment  and  emphasize  its  capabilities  in  the 
professional  services  areas  of  consulting  and  planning.  These  areas  not 
only  provide  new  revenue  opportunities,  but  also  increase  user  satisfac- 
tion wMl  IOi@i(^  mMcmisex^  mMxni^  In  tMsfiisliloa,  the  service 
(^toing  become  le^  reactiw,  Icm  itranecUal  in  namre,  aiKi  nxxe  p&c- 
formance  oriaited. 

CDC  akeady  receives  high  marks  for  their  service  in  these  areas  (shown 
in  Exhibits  VI-7  through  VI-9).  All  that  fe  needed  is  a  concerted  madEet- 
ing  eGfoft  thftt  incsea^  us^  pa?cqptkm  <^  ^  valiE^  of  sudi  servk^ 
pardcdaily  as  a  way  of  increasing  system  pofcximnce. 

While  CDC  has  taken  the  most  aggressive  entrance  into  software  support 
of  any  major  TPM,  the  small  sample  size  prohibited  careM  OMilyas  ci 
\mx  ^^tijtiii^iew  widimb  sarvic«»  in  diis  sttuiy.  Even  thcwi^  nMiil  usea* 
im^tion  reportedly  hm^smmBm^CDC  is  gainii^  €3ip«iene©  that  wiU 

prove  invaluable  when  manufacturers  price  hardware  maintenance  at 
"price-leader"  levels.  By  that  time,  CDC's  experience  as  a  true  "full- 
service  provider"  will  help  differentiate  CDC's  service  from  other  TPMs 
thatsmk^  CN^y  tuodware. 
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INPUT 


EXHIBIT  VI-1 


THIRD-PARTY  MAINTENANCE  SELECTION  CRITERIA 
DEC  USERS/CDC  SERVICE 


FACTOR 

IMPORTANCE 

1     23456789  10 

Mixed  -  HardwaFe 

Improved  Response 
Geographic  Pfoximtty 
Vendor  Reputation 
Price 

Dissatisfaction  with  iVIanufacturer 
AvaltaAMtty  ot&slttti&re  Stqsport 
Only  Service  Available 

1     1     1     1     1     1     1     1     1  1 

y//////////////////y 

y//////////////////A-- 

'///////////////////. 

■'/////////////A  «•» 

y///////////y^-^ 

V////////A  « 

y//////A  3.8 

SAMPLE -13 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  VI-2 


FUTURE  TPM  USAGE  EXPECTATIONS 
DEC  USER^DC  SERVICE 


SAMPLE- 13 


EXHIBIT  VI-3 


TPM  VENDOR  RESPONSIVENESS 
DEC  USERS/CDC  SERVICE 


,., 

PERFORMANCE 

CRITERIA 

(HOURS) 

Response  Vim  RiM|uii8d 

3^ 

Response  1km  fte^lvad 

3.3 

RepsOrTlrm  F^ciuireci 

5.7 

Repair  Time  Received 

5.4 

SAMPLE -13 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  VI-4 


TPM  HARDWARE  MAINTENANCE 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/CDC  SERVICE 


HARDWARE 
MAINTENANCE  AREA 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FALLS  BELOW) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

FESkn  Level 

8.4 

8.5 

0.1 

Pm\s  AvsMMv 

8.9 

8.1 

(0.8) 

8.3 

8.5 

0.2 

Conbaca  Ftodbmy 

7.3 

8.2 

0.9 

OveraHC^My 

9.2 

9.0 

(0.2) 

R^x>nseTime 

8.5 

9.2 

0.7 

R^sairTime 

8.9 

8.8 

(0.1) 

•SCALE:  1  =  LOW.  10- HIGH 
SAMPLE  -  13 


ZQCD 


69 


TPM  OPPOFtTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  Vl^ 


TPM  HARDWARE  MAINTENANCE 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS/CDC  SERVICE 

10 

9 
8 

E  / 
B             G  ^/ 

/  F 

X  •  c 

REQUIREM 

7 
6 

/  • 

X  D 
1                   1                   1  1 

5 

j 

6                  7                  8                  9  10 
PERFORMANCE 

A:  FE  Skill  Level                   E:  Overall  Quality 
B:  Parts  Availability              F:  Response  Tim© 
C:  Dispatching                    G:  Repair  Time 
0:  Contract  Flexibility 
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INPUT 


EXHIBIT  VI-6 


TPM  HARDWARE  MAINTENANCE 
SATISFACTION  LEVELS 
DEC  USER/CDC  SERVICE 


HARDWARE  MAINTENANCE 
AREA 

PERCENT  SATISFIED 
25          50          75  100 

Contract  Flexibility 
R^oonseTlme 
Dispatching 
OveraR  Support 
FE  Skill  Level 
Repair  Time 
Parts  Availability 

r      1      1  1 

V/////////////////,^ 

'/////////////////.^ 

W////////M^ 

'///////////////, 

y///////////y.^ 

SAMPLE -13 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  VI-7 


TPM  VENDOR 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/CDC  SERVICE 


SERVICE 

USER  RATING* 

PERFORMANCE 
E)8SEEDS 

(FALLS  BELOW) 
REQUIREMENT 

REQUiREMENT 

PERFOBMANCE 

Professfenal  Services 

4.9 

6.4 

1.5 

Training 

4.8 

6.5 

1.7 

Add-OiVSuppKes  Sales 

5.2 

6.8 

1.6 

Rek>catk>iVDeinstalis 

5.0 

6.1 

1.1 

Conversion/Upgrades 

6.2 

7.5 

1.3 

•SCALE:  1  =  LOW,  10  =  HIGH 
SAMPLE -13 
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INPUT 


EXHIBIT  VI-8 


TPM  VENDOR 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS^DC  SERVICE 


3  4  5  6  7  8 

PERFORMANCE 


A:  Professional  Services  D:  Relocation/Deinstalls 

B:  Training  E:  Conversion/Upgrades 

C:  A(ld-On^4)pii^  Si^ 
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INPUT 


EXHIBIT  Vi-9 


TPM  USER  SATISFACTION  LEVELS 
DEC  USERS/CDC  SERVICE 


SERVICE 

PERCENT  SATISFIED 
25          50          75  100 

Professional  Service 
Tra'ning 

Add-OnySuppiies  Sales 
RcNocation/Deif^xdls 

Conversion/Upgrades 

1            1            1  1 

y/////////////////////.^^ 

y///////////////////A 

91 
91 
91 

91 

y///////////////////y 

y////////////A<'y///A 

'////////////////////, 

SAi)ff>LE.13 


EXHiBITVI-IO 


TPM  INVOLVEMENT  IN 
SYSTEMS  SOFTWARE  SUPPORT 
DEC  USERS/CtXJ  SERVICE 


F£CEIVESYSTE»4S 
SOFTWARE  miPPORT 
31% 


SAMPLE  =  13 
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INPUT 


EXHIBIT  Vl-11 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/CDC  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FAILS  TO  MEET) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Stte  Fixes 

1.3 

1.3 

Phcme  Support. 

6.3 

5.3 

(10) 

Rernc^e  Support 

2.8 

** 

Traintaig 

3.5 

5.7 

2.2 

CorBuWr^ 

1.5 

3.0 

1.5 

MaRed  Rovi^or« 

.1 

8.8 

5.5 

(3.3) 

•SCALE:  1  =  LOW.  10  =  HIGH 
"INSUFFICIENT  R^»OMSe 
SAMPLE  -  13 
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INPUT 


EXHIBIT  VJ-1 2 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS/CDC  SERVICE 


0123456789  10 

PERFORMANCE 


A:  On-Site  Fixes  E:  Consulting 

B:  Phone  Support  F:  Mafled  ftevi^r» 

D:Trainiixi 
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INPUT 


EXHIBIT  Vl-13 


TPM  USER  SYSTEMS  SOFTWARE 
SATISFACTION  LEVELS 
DEC  USERS/CDC  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

PERCENT  SATISFIED 
25          50          75  100 

On-Site  Fixes 
Training 
Consulting 
Remote  Support 
Phone  Support 
MaH^Fte^siom 

1            I            1  1 

^^^^^^///^^^^^^^ioo 

y////y//7////y/y/y/z//// 

yyyyyyy/yyyyyyyyyyyyyyA  -o 

yyyyyyyyyyy^^ 

y//y/y/A-- 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  VI-14 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
DEC  USERS/CDC  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

'  

REQUIREMENT  LEVEL 
1     23456789  10 

Phone  Support 
Trsrii^ 

Mailed  Revisions 
Consutting 
On-Site  Fixes 
Remote  Support 

1     1     1     1     1     1     1     1     1  1 

REQUIREMENT  LEVEL  SCALE:  1  =  LOW.  10  =  HIGH 
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INPUT 


EXHIBIT  VI-15 


TPM  INVOLVEMENT  IN 
APPLICATIONS  SOFTWARE  SUPPORT 
DEC  USERS/CDC  SERVICE 


SAMPLE -13 


RECEIVE  APPLICATIONS 
SOFTWARE  SUPPORT 

8% 


EXHIBIT  VI-16 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/CDC  SERVICE 


APPLICATIONS  SOFTWARE 
SUPPORT 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FAILS  TO  MEET) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Site  Fixes 

3.0 

5.0 

2.0 

Phone  &^^rt 

9.0 

7.0 

(2.0) 

Renx^  Support 

1.0 

1.0 

Training 

1.0 

1.0 

Consultir^ 

5.0 

5.0 

Mail^  Revisiof^ 

6.0 

8.0 

2.0 

*SCALE:  1  =  LOW.  10  =  HIGH 
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TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


EXHIBIT  VI-17 


10 

TPM  APPLICATIONS  SOFTWARE  SUPPORT 
PERFORMANCE  VERSUS  USER  REQUiREMENT 
DEC  USERS/CDC  SERVICE 

9 

■ 

•  / 

8 

— 

7 

REQUIREMENT 

6 
5 

4 

— 

/  F 

/  m 

E 

3 

— 

/  A 
/  • 

2 

1 

— 

CD/ 

1          1          i          1          1          1          1          1  1 

0 

( 

[) 

1         23456789  10 
PERFORMANCE 

A:  On-Site  Fixes                   D:  Training 

B:  Phone  Support                E:  CwsuMng 

C:  Remote  Support              F:  Mailed  Revisions 
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TPM  APPLICATIONS  SOFTWARE  SUPPORT 
SATISFACTION  LEVELS 
DEC  USERS/CDC  SERVICE 


SOFTWARE  SUPPORT 



PERCENT  SATISFIED 
25          50          75  100 

On-Site  Fixes 

 1-         1            1  1 

* 

Coraiutting 

* 

Training 

* 

Remote  Si^^rt 

* 

Plione  Support 

* 

Madled  Revi^ote 

* 

*  NOT  APPLICABLE  -  SINGLE  RESPONSE 


TPM  OPPORTUNITIES  IN  THE  DEC  MARKET  [NP^I 


EXHIBIT  VI-19 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
DEC  USERS/CDC  SERVICE 


SOFTW/M^E  SUPPORT 


Phone  Support 
OivSite  Fixes 
Training 

Mailed  Revteions 
Consulting 
Remote  ^jpport 


mm"/. 


REQUIREMENT  LEVEL 
1     23456789  10 

I     I     I     I     I     I     I     I     I  i 


4.4 


REQUIREMENT  LEVEL  SCALE:  1  =  LOW.  10  =  HIGH 
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INPUT 


EXHIBIT  Vl-20 


THIRD-PARTY  NETWORK  SUPPORT  OPPORTUNITY 
DEC  USERS/GDC  SERVICE 


SAMPtf  -  4  NEIWORK  USERS 


Analysis  of  DEC  User 
Service-Other  TPM  Service 


TPM  OPPORTUNITIES  IN  THE  DEC  MAFIKET 


•PUT 


VII 


Analysis  of  DEC  User  Service- 
Otkmr  TPM  Service 


A  

Introduction  This  chapter  separates  DEC  users  who  receive  their  TPM  from  sources 

other  than  CDC  in  order  to  provide  a  comparison  between  CDC  TPM 
senfke  j^ammmmdiktmsf^Mm  Afiermaoving 
the  thirt^si  CDC  ttsefs»  ^  T&nadma$  2M  TPM  iism  wcae  analyzed  in 

a  ^  ^  

Attdysis  1^  mm  ^HQH  seivlee  otiier^Bi  CDC  {dace  evm  Im  vnpMMHNSt 

pice  than  other  (service  quality)  issues,  with  price  ranking  fiffli  out  of 
eight  criteria  tested  (shown  in  Exhibit  VII- 1).  Forty- three  percent  of  the 
sample  were  satisfied  enough  with  their  experience  to  increase  or  at  least 
keq)  CCMistam       usage  of  TPM  (Exhibit  Vn-2),  a  fact  supported  by 
feaseE^y  positive  reacticm  to  tiie  quatiQr  of  laq^pott  Tq^GOoi  by  Ae^ 
nsen. 

Indeed,  response  and  repair  times  were  better  than  users  required  (Exhibit 
Vn-3),  and  the  majority  of  the  users'  needs  for  most  hardware  mainte- 
masx  vme  met  by  their  sayiot  venous      big^^  am^ms  w&te 
regarding  paite  availability,  repair  time,  and  field  engineer  sisfflievel*  all 
related  to  some  degree).  In  addition,  the  TPM  respondents  reported 
satisfaction  with  the  support  that  they  received  in  the  professional  serv- 
ices areas,  even  though  user  requirements  for  such  service  were  relatively 
low. 

Also,  these  users  were  satisfied  by  the  quality  of  limited  software  support 
that  they  received  from  their  TPM,  even  though  their  requirement  levels 
for  software  support  services  were  relatively  low  for  all  services  except 
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HHHJT 


phone  support  and  mailed  reviskHis  (shown  in  Exhibits  VH-ll  through 
IV-13  and  ExMWts  VH-IS  though  VH-IT). 

The  importance  placed  by  TPM  users  on  these  last  two  support  services 
is  1^  ^wn  m  ExMM^  "WEtM  mdYIL-l%^  wtere  it  can  be  fiat 

be  niGNSt  attracied  totei^^b^ 

Exhibit  Vn-20  shows  that  other  TPMs  have  not  be  successful  in  garner- 
ing iM^vmk  su|fp(nt  custmnexs,  as  only  two  of  the  thirteen  network  users 
i«cd¥ed      iR^Qf^teiBi  thiRl  fMies  (^iii^azied  wi&  dvee  of  die  four 
network  users  who  used  CDC  TPii  WBP^m%  Furthermore,  only  m& 
network  user  of  the  remaining  eleven  would  consider  using  a  TPM  for 
their  network  support.  TPMs  have  identified  the  telecom  support  area  as 
a  major  opportunity  area;  however,  TPMs  will  have  to  demonstrate  their 
c^^siiMes  to  foitxm  such  ser^^  in  chbc^  to  be  successM  in  p^etiat- 
ingiMsmadEet 


EXHIBIT  VII-1 


THIRD-PARTY  MAINTENANCE  SELECTION  CRITERIA 


FACTOR 

IMPORTANCE 
1234   5  a789t« 

Vendor  R^iirtelk)n 
Service  Mixed  -  Hardware 
Improwsd  Ftospoms 

Pried 

DilWfilfldioo  Wlh  Mwuteeturer 
AvaflabflRy  of  Software  Support 

Only  Service  Available 

1  1  1  1  1  1  1  i-  r  I 

y////////////////,  a- 

V///////////////.^^ 

'////////////, " 

SAMPLE  =  28 
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EXHIBIT  Vli»2 


FUTURE  TPM  USAGE  EXPECTATIONS 
DEC  USiRS/OTHEH  Tf^  SERVICE 


DECREASE 

7% 


EXHIBIT  VII-3 


TPM  VENDOR  RESPONSIVENESS 
DEC  USERS/OTHER  TPM  SERVICE 


CRITERIA 

Response  Time  Required 

4.0 

Response  Time  Received 

3.5 

Repair  Time  Required 

7.0 

Repair  Time  Received 

6.3 

0 


TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


e(HiBiTV(l-4 


TPM  HARDWARE  MAINTENANCE 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


HARDWARE 
MMHTBiAmEmEA 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FALLS  BELOW) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

9.0 

8.0 

(1.0) 

Pants  AvaMMv 

8.8 

8.0 

(0.8) 

8.0 

8.1 

0.1 

CktiHrac^  Fiexfeflity 

6.9 

7.2 

0.3 

8.8 

8.6 

(0^) 

8.7 

8.5 

(0.2) 

Repair  Time 

8.6 

8.1 

(0.5) 

*Sm£  :  1  -  tmt,  10  -  H  IGH 
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INPUT 


E)GHIBIT  VII-5 


TPM  HARDWARE  MAINTENANCE 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS/OTHER  TPM  SERVICE 

10 
9 

A  / 
•           E  / 
B  •        ^  / 

REQUIREMENT 

■sj  00 

/ 

/  D 

6 

5 

X         1           1           1  1 

S 

6                  7                  8                  9  10 

PERFORMANCE 

A:  FE  Skill  Level                   E:  Overall  Quality 
B:  Parts  Availability                F;  Response  Time 
C :  Dispatching                    G:  Repair  Tkne 
D:  Contrad  Flexibility 

TPM  OPPORTUNITIES  IN  THE  PEC  MARKET 


INPUT 


EXHIBIT  Vll-6 


TPM  HARDWAR&MAINTENANCE 

SATISFACTION  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


HARDWARE  MAINTENANCE 
AREA 

 1 

PERCENT  SATISFIED 
25         50         75  100 

Dispatching 
Comm  FlexbWy 
Response  Time 
OveraR  Support 
FE  Skill  Level 
RefMiirTbne 
Parts  Availability 

I         1         1  "T 

y//////////////M  ^ 

y//////y////////A 

y///////////A^ 
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EXHIBIT  VII-7 


TPM  VENDOR 

REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


SERVICE 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FALLS  BELOW) 
REQUIREMENT 

REQUIREMENT 

PEFIFORMANCE 

Pnrfessimal  Service 

4.0 

6.7 

2.7 

Training 

5.1 

6.5 

1.4 

Add-On/Supplies  Sates 

5.1 

6.4 

1.3 

R^ocalion/DeinsUrits 

5.2 

6.5 

1.3 

Conversion/Upgrades 

6.9 

7.7 

0.8 

•SCALE:  1  =  LOW.  10  =  HIGH 
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EXHIBIT  Vll^ 


TPM  VENDOR 
PERFORMANCE  VERSUS  USER  REQUIREMENT 
DEC  USERS/OTHER  TPM  SERVICE 


3  4  5  6  7  8 

PERFORMANCE 


A:  Professional  Sen^S  D:  Relocation/Deinstalls 

B:  Training  E:  Conversion/Upgrades 

C:  AddOiVSiqapads  Sales 
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EXHtBrrVti-9 


TPM  USER  SATISFACTION  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


SERVICE 

PEROenrSATiSRED 
25         SO         7S  100 

Relocation/DeinstaHs 
AcfCK)fVSuppRes  ^(88 
Conversion/Upgrades 
TraMng 

ill! 

96 

92 

89 

88 

BCHIBITVII-10 


TPM  INVOLVEMENT  IN 
SYSTEMS  SOnmRE  SUPPORT 
DEC  USERS/OTHER  TPM  SERVICE 
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EXHIBIT  VII-11 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

USER  RATING* 

PERFORMANCE 

EXCEEDS 
(FAILS  TO  MEET) 
REQUIREMENT 

REQUIREMENT 

PERFora«My«;E 

On-StteRxes 

4.9 

6.7 

13 

Phone  Support 

6.9 

7.3 

0.4 

Remote  Support 

5.2 

6.5 

1.3 

Training 

6.0 

6.4 

0.4 

Con^l^ 

53 

6.5 

1.0 

MlMR^^ns 

7.5 

7.5 

•SCALE:  1  =LOW.  10  =  HIGH 
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TPM  SYSTEySJ^OnWtflE  SUPPORT 
PERFC^ilANCE  VEimtS  USER  REQUIREMENT 
DEC  USEf^OTHER  TPM  SERVICE 

8 

/  F 

7 

/  B 

REQUIREMENT 

/  E 
/  • 

/  C 
/                       •  A 

~                               /  • 

4 

3 

/              \                   \                   \  \ 

3 

4                  5                  6                  7  8 

PERTORMANCE 

A:  On-Site  Fixes                   D:  Training 

B:  Phone  Support                 E:  Consulting 

C:  Remote  S^qjport              F:  Mailed  R^iora 

ZQCO 
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EXH©ITVH-13 


TPM  USER  SYSTEMS  SOFTWARE 

SATISFACTION  LEVELS 
DEC  USERS^THER  im  SERVICE 


SYSTBKIS^SFTWARE 
^PPORT 

PERCENT  SATISFIED 
2S        <in        7^  irm 

cS7              9U               /w  IVw 

Consuitir^ 

On-Site  Fixes 
Remote  Support 
Training 

MaHed  Revl^ons 
Phone  Support 

V/////////////////M 

y/yyyyyyyyyyyyyyyy.  ^ 

yyyyyyyyyyyyyyyyA'^ 

yy/y/y/yyyyyyy/.  n 

yyyyyyyyyyyyyyA- 
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EXHIBIT  VIM4 


TPM  SYSTEMS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


SYSTEMS  SOFTWARE 
SUPPORT 

REQUIREMENT  LEVEL 

Malted  Rwisiortt 

Phone  Support 
Tralrring 
Consulting 
Remote  SuppcKt 

On-Site  Fixes 

1  1  1  1  1  1  1  1  1  1 

''///////////A^- 

ReaUH^EMENT  LEVEL  SCALE:  1 -  LOW,  10  -  HIGH 


EXHIBIT  VIH5 


TPM  INVOLVEMENT  IN 
APPLICATIONS  SOFTWARE  SUPPORT 
DEC  USERS/OTHER  TPM  SERVICE 
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EXHIBIT  VII-1 6 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 
REQUIREMENT/PERFORMANCE  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


APPLICATIONS  SOFTWARE 
SUPPORT 

USER  RATING* 

PERFORMANCE 
EXCEEDS 

(FAILS  TO  MEET) 
REQUIREMENT 

REQUIREMENT 

PERFORMANCE 

On-Site  Fixes 

5.0 

6.1 

1.1 

Phone  Support 

7.2 

7.0 

(0.2) 

Remc^e  ^i^rt 

5.9 

6.6 

0.7 

Trairdr^ 

7.6 

6.6 

(1.0) 

ConsuWr^ 

6.7 

7.0 

0.3 

Mailed  R^nsions 

7.4 

7.0 

(0.4) 

•SCALE:  1  =LOW,  10  =  HIGH 
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EXHIBrrVII-17 


TPMiy^PUOATK^i  SC^TVmili  SUPPORT 
PEHPORiy^i  WmB  imB  RiOitREMENT 
DEC  USERS/#HER  TPM  SERVICE 


3  4  5  6  7  8 

PERFORMANCE 


A:  On-Site  Fixes 
B:  Phone  Support 
C:  RefiK^e  Support 


D:  Training 

E:  Consulting 

P:  Mailed  Revisions 


Z^D 
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EXHIBIT  VIM8 


TPM  APPLICATIONS  SOFTWARE  SUPPORT 

SATISFACTION  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


SOFTWARE  SUPTORT 

PERCEfifT  SATISFIED 
25          50          75  100 

On-Site  Fixes 
Coimilting 
Remote  Support 
Mafled  Revteions 
Phone  Support 
Training 

1            1            1  1 

y//////////////////A 
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TPM  APPLICATIONS  SOFTWARE  SUPPORT 
OPPORTUNITY  LEVELS 
DEC  USERS/OTHER  TPM  SERVICE 


SOFTWARE  SUPPORT 

REQUIREMENT  LEVEL 
123456789  10 

Phone  Support 
Mided  Revisions 
ConsuWng 
Trairting 
On-Site  Fixes 
Remote  Support 

1     1     1     1     1     1     1     1     1  1 

'///////////. 

'//////////,  ^-^ 

^  3.5 

3.3 

W//a 

3.2 

REQUIREMENT  LEVEL  SCALE:  1  .  LOW.  10  -  HIGH 
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THIRD-PARTY  NETWORK  SUPPORT  OPPORTUNITY 
DEC  USERS/OTHER  TPM  SERVICE 


SAMPLE  .  t3  NETWORK  USERS 


102 


is 


Summary 


I 


TPM  OPPORTUNITIES  IN  THE  DEC  MARKET 


INPUT 


vni 


Summary 


A  

Introduction  This  chapter  presents  a  brief  summary  of  the  findings  of  this  study.  In 

keeping  with  the  focus  ctf  tibei  report,  this  summary  will  emphasize  the 

statistical  dto.  IQ  addition,  a  list  of  feoiXDmendations  will  be  jnes^ted 
as  actum  ^eaos  fca:  additional  smrk%  growth  in  the  DEC  equifHxient 
maiket 

As  ibe  'EPM  u^ustry  imteies,  tbit  TPM  us&c  and  prospecti\^  user  also 
matme.  Price  become  to  <rf  aiit»l®r-riding  concern,  and  issues  of 
service  quality  become  most  important  in  the  selection  of  a  TPM  service 
vendor.  This  study  and  INPUT'S  1987  TPM  User  Service  Require- 
ments study  (soon  to  be  released)  both  demonstrate  that  the  TPM  selec- 
tkm  pco&m  Bim  involve  ^^^^or  xepyttg^  for  high-quaUty,  prompt 
sovke  for  all  the  eqv^ijpmmtUiSm  )m$*s  ^i^^ 
source).  Only  alto*  iIm  c(XK%m  has  bera  ssoitiBed  does  ^  bsae  of 
arise. 

And  while  it  is  true  that  a  certain  small  percentage  of  users  will  always  be 

oot  fxmMes  Ms  dissatisfactiim  an  in^oitant  factor  in  their  selectioa 
process. 

This  study  found  that  the  majority  of  TPM  users  surveyed  were  generally 
please^}  wnnk  i»  weevim  eeGX^wed  &(m  ibdtt  vmdamt  a  finding 

suf^poited    the  fact  diat  only  11%  of  ^nosc  vmts  Tespm&a^  were 
amttaiq^Utfing  a  reduction  o(  tiieir  use  of  ITM  in  the  fiituie. 

What  became  obvious  is  that  while  most  TPM  customers  reported  overall 
satisfaction  with  whatever  software  support  and  professional  sa>dc^ 
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they  received  from  their  TPM,  few  now  place  a  high  priority  on  these 
service  areas.  But  as  the  hardware  maintenance  market  becomes  more 
price-competitive,  TPMs  m3i  ami  to  lessen  their  dependence  on  hard- 
ware so&oieiiaiice  wsmtum  sxmem  and  beoooe  wBsm  involved  in  soft- 
ware si^^oit  aM  laQfessKnal  sem(»s. 

It  is  apparent  that  most  TPM  users  do  not  associate  TPMs  with  these 
service  areas  and  thus  do  not  place  as  much  value  on  receiving  these 
secvk^teom^xekTPM.  Toovoicofiediti^tfSt&wiBiieedtob!^ 
market  their  stceagAs  in  tiiese  areas  in  (xider  to  mse  user  C(Hisc»»im^ 
of  and  isquiiCTKmfis  for  these  smric^ 

B  

CDC's  Position  in        As  mmd pmnxsmly  m  ^  study,  CDC  hx^  the  lou^g  ^imt  (tf  the 
tiie  Market  DEC  TPM  market.  INPUT  estimates  tiiat  CDC  holds  1 8%  of  the  DEC 

TPM  market,  compared  to  15%  for  Sorbus,  13%  for  TRW,  12%  for 
McDonnell  Douglas,  and  the  remaining  42%  split  between  smaller 
companies.  CDC  I^ldii  much  larger  share  of  this  project's  user  sample, 
\m.  tibmian^mnSamed  m  tl^     tlot  sys^&m  \mc  tar^ted  m&Ket  than 
<^der  equipiient  imd  pedj^bml 

Certain  companies  have  been  successful  at  capturing  specialized  niche 
markets.  Eaton  Corporation,  for  example,  specializes  in  the  DEC  federal 
gfmanMaem.  mseAxt  and  has  been  ai^n^^vdly  tan^aig  these  DEC  dtes 
by  pridxig  on  a  i^te-by-^te  hms,  Ta&xac  than  en  t  scheduled  or  pdce  list 
basis. 

GE  has  been  exhibiting  fast  growth  in  the  TPM  market  since  the  GE/ 

amed  to  be  under  10%,  it  has  been  quite  m^ssM  at  uK^eadi^  its 
teoogwtxsa  m  ihat  matk^. 

Exhibit  VIII- 1  shows  the  number  of  times  each  TPM  was  considered  by 
i»iemiati«biCnC  sample,  aloagwI^l^fmmM^fmfB^m^m^^mr 
^^imm^m^tbiif'F^  '^QC jestds njtflt **coi#igrai<itis." 
with  pi^,  si^action  with  DEC's  service,  aiKl  parts  availafaili^  the 
primary  reascHts  for  non-selection. 

OE  amieins«P0«d  witih20"c(MisMei«^^    Again,  pri<;»  was  the 
prioo^  wmsm  fsx  no$  clKx^uoig  GE,  ai^  paceived  ladk  oi  ooiv&&g&  also 
received  iiBiltl{de  nxmticais. 
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TRW  and  Sorbus  received  only  four  and  two  "considerations,"  reflec- 
tively. 

Exh3»t  Vin-2  si^euiei  thitt  CDC  i«s  iiexi  most  i^gressive  at  dronuoiag 

additional  bm^^  ift  iks  PWC  <BiB%Wiait  service  market,  havmg 
contacted  33  user  respondents  in  the  past  twelve  months.  GE  contacted 
1 1  users  (in  the  sample),  followed  by  McDonnell  Douglas  (7  users)  and 
TRW  (5  users). 

VrntSf  it  is  apparent  dutf  CDC  is  nMrintaining  its  leadership  role  by  keep- 
ing in  the  eyes  of  the  users,  through  both  marketing  and  salesj  dOforts  Aat 
exceed  those  of  the  most  direct  competitors. 

Tb&  npQ^i^gFesdiPe  (^Hiqjiisd^^  mUch  bas  built  a 

smx^frnmrnm  tbe  DEC  ^rvlt^awric^  dnce  iis  merger  RC^ 
GE's  iatio  of  "times  considered"  to  current  market  share  soggpeste  that 
users  lea^poizeGE  as  a  n^ycn-play^in  tiie  market 

C  

H*M  Service  As  manufacturer  service  organizations  drop  hardware  maintenance  prices 

C^^^Ortimities  to  levels  that  make  it  increasingly  difficult  for  TPMs  to  continue  to  beat 

(or  even  meet),  TPMs  will  need  to  identify  new  non-hardware  mainte- 
nance revenue  opportunities  to  replace  lost  service  dollars. 

Ejdii^  VlII-3  presents  service  icKpsovements  and  new  sorviGe  oi^XHtani- 

ties  as  suggested  by  the  DEC  user  sample.  Software  support  was  most 
often  mentioned,  followed  by  planning/consulting  services.  CDC  has 
already  introduced  new  service  offerings  for  software  support  for  both 
IMA      WC  wditm^  Hhia^CiDC-  needs  to  push  is  a  expanded  pro- 
gram iM  y$d^^o»a^meyv^ik»ma^mi^^  paioimmm  kaag^mveamt 
as  well  as  traditional  planning  and  consulting  services.  In  this  way,  CDC 
will  evolve  the  focus  of  their  service  offerings  away  from  "reactive" 
remedial  maintenance  to  the  less  price-sensitive  image  of  total  (perform- 
ance) support  organi^ttiiHi. 

Key  to  this  development  is  the  expansion  of  network  planning  and  sup- 
port services  offered  to  users,  particularly  in  the  fast-growing  DEC 
product  market.  DEC  emphasizes  network  solutions,  as  do  other  vendcas 

fx«o^maf*%  UiK«5lo(^k-house^»^^i«ttoagreate3ae»^t»^gd[3r€hie 
totbeabs^ec^anyvial^vmlorsuf^XHtofifedttg.  OX!l»Msdsto 
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develop  ^  intetaal  expertise  to  pxnrkte  a  compxe^uve  network  si^ 
port  oikmg,  GT  at  least  formulaie  Mrategic  partnerships  mttk  emting 
n^wotk  i^pedalii^  imtil  in-house  expertise  is  developed. 

This  is  no  easy  task,  since  manufacturers  and  TPMs  both  recognize  the 
EKcedtoii^i^ieaiidkEppvethdTcapaMHIi^ladiisaf^  OneMoBUuig 
factor  is  a  shortage  of  slaQed  network  specialists  available  to  meet^ds 
demand.  This  predicament  can  be  best  illustrated  by  Sun  Micro's  rec<ait 
announcement  of  new  network  planning  and  support  offerings  while 
admitting  that  the  company  does  not  have  sufficient  internal  expertise  to 
piovide  such  sefviees  yet. 

However,  the  tremendous  growth  of  networked  systems  increases  the 
need  for  a  full-service  vendor  to  step  in  and  access  this  high  growth  and 
visibility  service  market.  CDC  is  weU  positioned  to  assume  such  a 
position,  as  a  result  of  its  experience  as  a  manitfacturer,  a  third-party 
maiot^ffli^  ocgai^iicm,  and  a  kife  us»r  (rf  equq^nen^ 
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EXHIBIT  Vlll-1 


TPM  CONSIDERATIONS  AND  REASONS 
FOR  NON-SELECTION 


TPM  VENDOR 

CONSIDERATIONS 

TYPICAL  REASONS 
NOT  CHOSEN 

CDC 

27 

"Price"  (5  Mentions) 
"Satisfaction  with  DEC"  (3) 
"Parts"  (2) 
"Location" 

GE 

20 

"Coverage" (3) 
"Satisfaction  with  DEC"  (2) 

"Lack  of  Follow-Through" 

McDormell  Douglas 

5 

"Lack  of  Confidence" 
"Price" 
"Reputation" 
"Satisfaction  with  DEC" 

TRW 

4 

"Pri(»" 

2 

"Response  Time" 
"Satisfaction  with  DEC" 

2 
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EXHIBIT  VIII-2 


TPM  SALES  CONTACTS  IN  LAST  TWO  MONTHS 


TPMVBIOOR 

NUMBER  OF 
SALES  CONTACTS 

CDC 

33 

GE 

11 

MCDONNELL  DOUGLAS 

7 

TRW 

5 

UNISYS 

3 

GRUMMAN 

2 

2 

TPM  SERVICE  OPPORTUNITIES 


MPROVBWENT/ 

NEW  SERVICES 
RECOMMENDED 

NUMBER  OF 
MENTIONS 

"Bettei/More  Software  Siqsport" 

7 

"Better/More  Planning/Consulting" 

4 

3 

"Network  Planning/Suppoft" 

3 

"System  Optimization" 

2 

"Batter  TraMng" 

2 
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Appendix  A:  DEC  User  Service 
Market  Analysis 


1.  Wsi(imm3^m^^mf&mmj^^^^Km^ 


2.  For  what  pioduct(s)? 

1    

2.       , 

3.   

4    

3.      

3.  a.  fff^poBtei^estlMbiitiiotoiiiieCPlJ.^x^noi:? 


b.  if  (Mjlyoatbe  CPU,  why  not  oa  the  peripherals? 


4.  Which  TPMs  did  you  consider,  and  why  did  you  not  <^smm  ttoa? 
a.  TPM  YcBdor     b.  Reason  for  NOT  Choosing 

1.  ___   — - 

2.   

3  
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Importance 
HO 

&.  u@(^pi9^  ^^'^^''''^^   

&  "WMYm^mWaffmAm   

1  IfM  Oi#&rv^Ai»^i^   

4  What  percent  discount,  if  any,  woiid  yott  ^f^eet  fee  dioo^  TOfC  over 

7.  a.  What  is  yMiriequicenaem  for  response  tinae?      ,    •  hours 

b.  Wh»mpfm^i^iQfmmB^1         -  hoais 
g.  a.  ^P<^  is  yomf fequfeemMtt  03*  i^i^airtoe?  horns 

b.  What  repair  time  do  you  recave?  hours 

9.   a.  Please  rate  your  requirement  (1  =  Lowest  Requirement,  10  =  Highest  Requirement)  fisr  tbe 
b.  Then,  on  the  same  1-10  scale,  please  rate  your  level  of  satisfaction  (1  =tom&i 

t.REQ  b.SAT 

1.  Professional  Service 

(e.g.  Consulting,  Planning)     ■  . 

2.  E^waie  training  .  .„ , . 

3.  AM^sfmi^i0m9ik»    .  

4.  RdocaikH^iite^dls   

5.  Conversion/upgrades  ..u.,   

10.  a.  How  important,  on  a  scale  q£  1-10  (1 »  LcrsMBSt  Ba^catance,  10  «  iE^wst  la^ctCBiccX  tie 
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Mowing: 

a.IMP  b.SAT 

1.  FE  dtfflleveJ     

2.  Pans  availability                        .  _ 

4.  CwBaetfitedMQr     

5.  Overall  qual&yirf  support     

6.  Re^xMise  dme     

11. 1>>yottcnrToa€yi©cdve  system  sofb^   

(ASK  Q12  ONLY  IF  Q11=YES,  ELSE,  SKIP  TO  Q13) 
IX  a.  F&MMfttyi3«rfepl«amt$» 

a.  REQ  b.  SAT 

L  Oa-^  iio^anmtiaioa  of  fixes     

2.  Ttke^bam  w^pm     

3.  Remote  downliHi  &«»    ,. 

4.  Training    — — — , 

5.  Coi^ili^     

6.  Mai^revisioi«^<kiwi     

13  If  you  do  not  cuirendy  receive  systems  software  support  from  your  vendor,  please  rate  your 
le^^tem  (1 » t«9«^  lieqi^^fflets,  10  «  Mgi^ 

REQ  1-10 

1.  On'Site  implcmeanmicm  of   

%  t^e^mtumsigm  

3.  Remottdowaiae&E^   

4.  Training   

5.  OomuMng   

6.  Mailed  revisteAi^^^   
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14  Doymcmm&ftesxtifta^i^asidms  ^ 
OVSK  Q15  ONLY  IF  Q14  =  YES,  ELSE,  SKIP  TO  Q16) 

15.  a.  W^me  zi^      xequiremoit  for  each  service  Usted  below. 

JuRlQ  b.SAT 

L  On-site  implementation  of  fixes  , 

.  KCfBOie  (iowrarae  ZOGCS  ,  ,  ,  ...  i.. 

4.  Training   

5.  Consultiaf  „  — ......^ 

14  9|^  4<>ziot  currently  receive  this  support,  please  rate  your  sesplMaeiK  (1  =  Lxiwest 
fefiil««nt,  10  =  Eldest  Requirement)  for  the  following: 

REQl-10 

1.  On-'^ie  iffl^^BfflnaitMlow  of  fiiW8  » 

2.  Telephone  support  ■ 

3.  Remdtedoiii^&ie&oes   

4.  llcamiiig   

5.  Consulting  — — 

6.  Mailed  revisbosA^dates   

17.  Which  new  areas  of  service  would  you  like  your  TPM  vendor  to  cover?  
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18.  Doymam^^mtAmiemiskl 

a.  Which  one?  

b.  Who  aqjports  the  netwoik?  _ 


(ASK      ONLY  IF  A  mf  ®  M3T  ALREADY  SOWOR^^ 

c.  Would  you  be  willing  to  have  a  TPM  support  the  network? 

W.  D««jiy«MrcQimpany  expect  ®iaeie«w  or  (lecs^ 


20.  Ea[veyoiibe«ioomaeiedli9r«^o^tBiceii^«!^k^^3F««? 
a.  If  yes,  which  ones? 

L  ^  

Z  _^  

3.   
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